
11. W H E R E F O R E , B ~ O p t i ~ ~ r c s p e c d u l l ~ ~ t h a t t h c C o m m i s s i o n  
- .e': - 

gwntittbe Qltbority to discontinue thcpvision of mold longdiscrmce htaex&q esmices 

to customers in the state of Vermont In considnation of this request, Business Options submits 

that the public convenience and n c m s i v  will not be adversely affected by the discontinuance of 

long distance in the aforementioned state. Indeed, Vermont customers may optionally choose 

from numerous other carriers offering long distance services at competitive rates. and under 

reasonable terms and conditions. 

Respectfully submitted, 

Business Options. lnc. 
8380 Louisiana Street 
Merrillville. Indiana 46410 
Telephone: (219) 756-5320 

Lisa Green. Regulaton Expansion Officer 
Tariffs Regulaton Compliance 

DATED: December 20,2002 
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. Busincssoptions 
838oLouisianastrca 
MerrillviIle. IN 464 IO 
219.756.5320 

B NT OMERS. USINESS OPTIO N S WIL L N  0 LONGER BE SERVICING VERMO CUST 

At one time and potentidly currently, you were listed as a Business Options customer. If 
you have Business Options long distance, you should find a new carrier immediately. 

EFFECTIVE DECEMBER 21.2002, BUSINESS OPTIONS IS DISCONNECTING ITS 
VERMONT CUSTOMERS FROM BUSINESS OPTIONS LONG DISTANCE. 

Business Opbons will close your account at that time and you should be unable to make 
any long distance calls unless you have chosen a new long distance provider. 

How to choose another long distance carrier: 
Select a carrier of your choice and call tbat company ASAP! Pick a rate plan that fits 
your calling pattern. To receive a company’s lowest rate plan, you must contact the long 
distance provider directly. Business Options does not recommend any particular 
company, but for your convenience, I have provided the name and phone number of 
several popular long distance companies: 

AT&T (800) 225-5288 
MCI (800) 444-3333 
Sprint (800) 877-4646 

Questions ... 
If you have any questions, please do not hesitate to call me at 2 19.756.5320. 

Thank you for allowing us to serve you! 

M s .  Lisa Green 
Corporate Affairs Representative 
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InthcMaacrof 1 
1 

Section 63.71 Application of Business Options Inc. 1 
for Authority to Dwntinue Business Options 1 
TelecommUnications Service 1 

To: Common Carrier Bureau, Network Services Division 

REOUEST FOR WAIVER 

Business Options, Inc. (“BOY), pursuant to Sectipn 1.3 of the Rules and Regulations of 

the Federal Communications Commission (“FCC or “Commission’.). hereby requests a waiver. 

to the extent necessary, of the customer notification requirements set forth in Section 63.71(a) of 

the FCC’S N k S .  

Concurrently herewith. BOS has filed an application (“Application“) for authority 

pursuant to Section 214(a) of the Communications Act of 1931. as amended (”Act”). and Section 

63.71 ofthe FCC‘s rules. to discontinue the provision of Business Options. lnc. 

telecommunications services in Vermont.. As discussed in the Application. the letter of 

notification of discontinuance has been sent to all of BOS’s Vermont customers. Also stated in 

the Application. BOS is not a dominant carrier. and has a total of 1600 customers. less than 200 

who are active customers. in which half of those actiw customers have called BOS to formally 

cancel their service after receiving our notification letter Sending out another letter would only 

cause confusion to our diminutive customer list 

Under Section 1.3 of its rules. the Commission may w’aive an! provision of its rules if 

good cause is shown.’ . 
r 



. 
* .  

an umcccsq  bunien on our staff.' As discussed above and in the Application, BOSS 

;... 
i 
. .  
\., ' 

customers have received a latcr of notification and have formally cancelled their long distance 

services with BOS.1 

For the foregoing re~som, BOS respectfully seeks a waiver of the customer notification 

provision of Section 63.71(a) to the extent it would apply to the proposed discontinuance. 

Respectfully submitted, 

BUSINESS OPTIONS, INC 

Lisa Green 
Replaton. Expansion Officer 
8580 Louisiana Street 
Merrillville. IN 36310 
(219) 756-5320 

Date: December 20.2002 

I 47 C.F.R. $ 1.3 
2 Would create an unnecessaq burden on our staff - BOS sent out the letter of notification 
pursuant to Vermont Regulations. However. in the interests of regulatory certainty. BOS is 
seeking waiver of the requirement to the extent the Commission may deem necessary. 
' All affected customers have been notified and the majority have already cancelled there services 
..ith E,?? after receiving our letter of notification. 
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B u s i w s s ~ o n s  
8380h*Snea 
MemIlville. IN 46410 
219.756.5320 
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- 

B u - = o ~ o  NS WILL NO LO NGER BE SERVICING VE RMONT cu STOMERS. 

At one time and potentially currently, you wen listed as a Business optlons customer. If 
you have Business Options long distance, you should find a new carrier immediately. 

EFFECTIVE DECEMBER 21,2002, BUSINESS OPTIONS IS DISCONNECIWG ITS 
VERMONT CUSTOMERS FROM BUSINESS OPTIONS LONG DISTANCE. 

Business options will close your account at that time and you should be unable to make 
any long distance calls unless you have chosen a new long distance provider. 

How to choose another long distance carrier: 
Select a camer of your choice and call that company ASAP' Pick a rate plan that fits 
your calling pattern. To receive a company's lowest rate plan, you must contact the long 
distance prowder directly. Business Options does not recommend any particular 
company, but for your convenience, I have provided the name and phone number of 
several popular long distance companies 

AT&T (800) 225-5288 
MCI (800) 444-3333 
Spnnt (800) 877446 

Questions ... 
If you have any questions, please do not hesitate to call me at 2 I9 756 5320 

Thank you for allowng us to serve you' 

hhs Lisa Green 
Corporate Affairs Representative 
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d e r a ~  Communications Commission 
Washington, D.C. 20554 

November 1. ZOO? 

p 
AND FACSIMILE 

Legal Department 
Business Options. Inc. 
8380 Louisiana Street 
Memllville, Ih' 46410-6312 

Dear Sir or Madam: . 

The Enforcement Bureau of the Federal Communications Commission ("FCC) is conducting an inquiy 
into certain practices associated with the smices  of Business Options. Inc. ("BOY). The practices in 
question relate, among other things. to the unauthorized conversion of a consumer's preferred telephone 
service. commonly referred to as "slamming." contrary to the requirements contained in Section 258 of 
the Communications Act of 1934. as amended. 47 U.S.C. S: 258.  and the Cornmission's related rules. 17 
C.F.R. $ 5  64.1 100-1140. This inquiry is undertaken pursuant to the provisions.of Sections 4(i). 218 and 
403 ofthe Communications Act, 47 U.S.C. $ 8  ISJ(i) .  21s. 403. 

To assist the Bureau in determining whether enforcement action is appropnate with respect to these 
practices, we direct BO1 to provide the information and documents specified below on or before 
November 22, 2002. ' 
Instructions 

If you request that any information or documents responsive to this letter be treated in a confidential 
manner. you shall submit. along with all responsive documents. a statement of the reasons \vhy the 
documents should be afforded confidential treatment and the facts upon which this claim is based. in 

accordance with the FCC's rules. See 47 C.F.R. 0.459. 

If you withhold any documents under claims of privilege. you shall submit. together with any claim of 
privilege. a schedule of the items withheld that states individually as to each such item the numbered 
request (below) to which each item responds and the bpe. title. specific subject matter. and date of the 
item: the names, addresses, positions. and organizations of all authors and recipients of the item: and the 
specific grounds for claiming that the item is privileged. 

~ 

(7 
.. 

' Pursuant to Sections 218 and 403 ofthc Communications Aci. 47 U.S.C. $ 5  218.403, the FCC is authorued to 
compel the production of documents and other informaiion. 



Each requested document not subject 10 a claim of privilege or request for confidential treatment shall be 
submitted in its entimy even if only a portion of that document is responsive to a request. This means 
that the document shall not be edited, cut. or expunged. and shall include all appendices. tables. or othcr 
attachments, and all other documents referred to in the document or attachments. ?\I1 manuals. 
instructions, and any othcr written materials necessary to understand any documents responsive to these 
requests must also be submitted. 

BO1 must immediately modify its document retention policies. if necessar). to ensure that no arguably 
relevant Documents. as defined herein. are destroyed. This obligation includes not only the Documents 
responsive to the specific inquires contained herein. but also any other Documents relating to these 
matters. BO1 must retain all Documents and continue the modified document retention policies for 
twenty-four (24) months from the date of this letter unless (1) BO1 is directed by the Enforcement Bureau 
to retain such Documents and continue the modified document retention policies for some alternate penod 
of time or (2) the Enforcement Bureau and or the FCC releases any item on the subject ofthis inquin. 
including but not limited to a Notice of Apparent LiabiliF for Forfeiture or an Order of any kind. in 
which case BO1 must retain all such Documents and continue the modified document retention policies 
until the matter has been finally concluded by p3?ment oian'y monetary penalty. satisfaction of any 
conditions, expiration of all possible appeals. conclusion of any collection action brought by the United 
States Department of Justice or execution and implementation of 3 fin31 settlement xvith the Enforcement 
Bureau. This includes not only the information requested. but also any other documents relating to these 
matters, including, without limitation. files. computer disks and tapes. audio or visual tapes or recordings, 
manuals. instmctions, training materials. memoranda. documents. ioms. leners. or other nntings used in 
connection with BOI's advertising. promotion. marketing. offering ior sale. sale. and billing. 

For purposes of this letter, the word "any" shall be construed to include the word "all." and the \vord "all" 
shall be construed to include the word "any." Additionally. the \vord "or" shall be construed to include 
the word "and." and the word "and" shall be construed to include the \vord "or." The word "each" shall be 
construed to include the word "every." and the word "ever\" shall be construed to include the \vord 
"each." 

For each document or statement submitted in response to the requests belo\\. indicate. by number. to 
which request it is responsive. If any document is undated. state the date on nhich it  was prepared. If 
any document does not identify its author(s) or recipient(s). state. i f  kno\\n. the name of the author(s) 01 

recipient(s). If such information is unknown to BOI. identify the person(s) from whose files the 
document was retneved. 

For purposes of this letter. unless otherwise specified. the documents that 3re the Subject ofthe numbered 
paragraphs below are all documents dated or created. in either fin31 or draft form. from April I .  2002 until 
the present. 

Identify with reasonable specificity all documenis provided in response to these requests. . h y  u~itten 
statement in response to a request should be cenitied by 3n authorized officer of the company. 

Definitions 

For purposes of this letter. the following definitions apply: 

L.' 

"Document" shall mean the complete original (or in lieu thereof. exact copies of the onginal) and any 
non-identical copy (whether different from the origmal because of notations on the copy or otherwise). 

r 



rrpdlcss of origin or location, of any Written. rypcd. printed. Wnscribcd. taped. morded, filmed. 
punched compuur-nored, or p p b c  maner of every rype and description. however and by whomever 
prepared, produced, disseminated, or-made, including but not limited to any a d v d x m c n t .  book 
pamphlet, periodical. contract correspondence. facsimile, e-mail, file. invoice. memorandum. note. 
telegram. report, record handwritten note. working paper. routing slip. chart, graph, photograph. paper. 
index. map, tabulation. manual, guide, outline. script. abstract. history. calendar. diary. agenda. minute. 
marketing plan, research paper, preliminary drafts, or versions of all of the above. and computer material 
(print-outs, cards, magnetic or electronic tapes. disks and such codes or instructions as will transform such 
computer materials into easily understandable form). 

“BOY shall mean Business Options. Inc.. any affiliate. d/b/a, parent companies. any wholly or paniall! 
owned subsidiary, or other affiliated companies or businesses. and all directors. officers. employees. or 
agents. including consultants and any other persons workmg for or on behalf of the foregoing at any time 
during the penod covered by this letter. 

“Preferred camer” shall mean the provider of telephone exchange service or telephone toll service 
selected by the telephone subscriber. 

“BO1 telemarketers” shall include telemarketers who work directly at BOI‘s facilities and those \vho work 
for non-affiliated companies as agents of BOI. 

Documents and Information to be Provided 

1.  Describe BOI’s corporate structure. including a descnption of each subsidiary or affiliate 
identified. Also provide a list of the officers and directors of each affiliated entity. Provide all 
relevant documents. 

/’- 
i _. 7 Provide evidence that BO1 has complied with the regisnation requirements pursuant to 47 C.F.R 

5 64.1 195. 

During the period from April 1.2002 to the present. has BO1 or any of its subsidiaries. affiliates. 
or any other entity acting under BOI‘s control or as its agent, submitted or executed an order to 
change the preferred carrier as specified in the complaints in Attachment A? If SO: 

a. 

\.._ 

3. 

Specify the nature of the BO1 service(s) provided. e.g.. local exchange. 
intraLATNintrastate toll. interLATNinterstate toll. interstate toll, international, and 
provide the precise date (monthidayiyear) that BO1 became the preferred carrier for each 
complainant telephone number. 

For each affirmative response to Paragraph 3 above. state who authorized the change in 
service and the manner in which the authorization was made and provide all documents 
and information relating to the authorization. 

For each affirmative response to Paragraph 3 above. describe in detail all steps taken to 
verify the consumer’s request to change his or her preferred carrier. Include the name of 
the individual who verified the alleged aurhonzation and the unique identtfier provided: 
also describe the manner in which the venfication was made (e&, via a letter of agency, 
a third party verifier, or a toll-free number connected to a voice response unit). Also, for 
each complaint, include the name of the third party verifier who confirmed the 

b. 

c. 



consumer's authorization. if applicable. Finally. for those c u s t o m  on Atrachment A 
that are under the headings "FCC Complaints" provide copies of all documents and 
information relating Io the venficarion. including recordings that document the 
consumer's authorization. 

For each affmative response IO Para-mph 3 above. speciii. the precise date 
(monWday/year) that each complainant's senice \vaschanged back to his or her 
previous preferred telephone senice provider. Provide all documents relevant to the 
change. 

For each affirmative response to Paragraph 3 above. specify the precise date 
(monthidayiyear) that BO1 closed the account for the complainant's telephone number. 
Provide all documents relevant to the closing ofthe account 

For each affirmative response to Paragraph 3 above. specify the exact amount of all BO1 
charges billed to the complainant account and the exact amount of an); adjustments. 
credits, refunds or other type of financial relmbursement that were given to the 
complainant. If no adjUStmentS or refunds were made. explain why BO1 sustained the 
charges. Provide all documents relevant to the billing of charges and adjustments. 

d. 

e. 

f. 

4. Provide copies of all telemarketing scnpts that have been used by BO1 telemarketers since April 
1.2002. Also provide any instructions to telemarkerers with respect IO their conversations with 
prospective customers. Provide all documents refemng to these insrmctions. 

Describe BOI's telemarketing arrangements. Does BO1 provide its o\\n telemarketers or use 
third parties or agents? Provide contracts \vith third parties \vho provide telemarketing senices on 
behalf of BOI. How many BO1 telemarketers are engaged in soliciting business from the public? 
Provide an organizational chart of BOl's telemarketiny operations and BOI's ratio of supenisors 
to telemarketing employees. 

5 .  
r~ 

,. . . 
. .. 

6. Does BO1 use any monitonng system to evaluate the periormance of telemarketing employees in 

implementing the requirements of Section 25s ofthe Communicarions Act and the Conimission's 
related niles, 47 C.F.R. 45 64.1 100-1 140. Provide all documents outlining BOI's policies for 
complying with 47 C.F.R. $5 64.1 100-1 140. \\'hat procedures do the monitors use'' \\'hat i s  
BOI's policy for dismissing employees who do not adhere to BOl's'compliance policies'! Provide 
all documents relevant IO this policy and to any  disciplinar). action. including dismissal. under 
such policy. 

Has BO1 or its agents found any instances since Apnl I .  ZOO2 in which BO1 telemarketing 
employees told the customer that they \\ere representing the customer's telephone company and 
denied that they intended to change the customer's preferred camer? If so, provide any 
documents related to the discovery ofthis practice. and describe each instance in detail. 
including, but not limited to: 

7 .  

date 
customer name 
customer telephone number 
content of the conversation. .- 



8. Has BO1 or its agars found any instances since April 1.2002 in whch BO1 telemketing 
. cmployces told the customer.that they were representing AT&T? If so. provide any documents 
related to the discovery of this practice. and describe each instance in detail. including. but not 
limited to: 

date 
customer name 
customer telephone number 
content of the conversation. 

9. Has BO1 or its agents found any instances since April 1 . l O O Z  in which BO1 telemarketing 
employees told the customer to answer the third parry verifier "yes" or the telemarketer would 
lose his or herjob? If so, provide any documents related IO the discovery of this practice. and 
describe each instance in detail, including. but not limited to: 

date 
customer name 
customer telephone cumber 
content of the conversation. 

IO. Has BO1 or its agents found any instances since Apnl 1.2002 in which BO1 telemarketing 
employees changed the customer's preferred carner without asking the customer whether he or 
she wanted to change their preferred carrier or without mentioning the name of Business Oprions? 
If so, provtde any documents related to the discovery of this practice. and descnbe each instance 
in detail, including, but not limited to 

date 
customer name 
customer telephone number 
content of the conversation. 

1 1.  How many telemarketers have been dismissed for engaging in any of the practices mentioned in 
paragraphs 7-10? Provide any documents related to the disciplinary actions taken. and describe 
each instance in detail, including, but not limited to: 

name, address and telephone number of the telemarketer 
date of the occurrence 
customer name and telephone number 
nature of the practice. 

IT- 

12. Provide a list of all complaints received directly or from any state or federal agency. listed by 
agency, concerning the practices mentiongd in paragraphs 7-10. Provide: 

customer name 
telephone number 
date of each complaint. 



BO1 is directed to provide an affidavit or declaration pursuant to 47 C.F.R. 8 1 .I6 and 18 U.S.C. $1?46. 
signed by an authorized officer of BOI. which states that all of the documents and information requested 
by this l e n a  which are in BOI's possession. custody. control. or houledge have been produced. and 
which certifies that the information produced is m e  and correct. 

You should also be aware that the knowing and willful making of any false statement. or the concealment 
of any material fact, in reply to this letter of inquiry is punishable by fine or imprisonment under IS  

. 

U.S.C. 5 1001. 

Responses should be submined on or before Xovember 22.2002 by overnight mail to the follo\ving 
address: 

Peter G. Wolfe (3-A101) 
Senior Anomey 
Telecommunications Consumers Division 
Enforcement Bureau 
Federal Communications Commission 
Rear 35 York Street 
Gettysburg, Pennsylvania 17325 

Thank you for your prompt cooperation and assistance in thls matter. Contact Mr. Wolfe at (202) 41 S- 
2191 if you have any questions about this i n q u i n .  

Sincerely. 

@olleen K.  Heitkamp 
Chief, Telecommunications Consumers Division 

CC: Kurt Schroeder 
Deputy Chief, Telecommunications Consumers Division 

Peter G. Wolfe 



A'ITACHMENT A 

Fred Michaelis 

Jane Stack 

ComDlaints Filed uith 
Maine Public Utilities Commission 

Thelma Barrows 

Paul Bracken 

Paula Brown 

Barbara Chace 

/- Roger Cloutier 

Laura Crowley 

Alice Gallant 

Kathleen Gowen 

Donald A. Guptil 

Harry Hallowell 

Laurie Hart 

Elizabeth Lachance 

02-Sl6279 

02-S77226 

02-76440 

2 Bickford Dnve 
Topsham. Maine 01086 

IS9 North Avenue 
Skowhegan. Maine 

13 1 Cooper Road 
Alexander. hlaine 01691 

P.O. Box 507 
Boothbay. Maine 015.7s 

RR 2 Box 1262 
Kennebec. Maine 01.119 

S Valley \.leu 
Sabanus. Maine 

6 Penfield Dnve 
Kennebunk. hlaine 

71 Mast Road 
Cumberland. Maine 01092 

387 Diamond Hill Road 
Benvick. h,laine 03901 

6 Bluebem Drive 
Presque Isle. Maine 01769 

IO Riverview Road 
Hampden. Maine 04444 

P.O. Box 844 - 
r '  



Watmille, Maine 04903 
. .  

Ruswkl Manchester P.O. Box 585 
Whiting. Maine 

Linda Murch 

Pnscilla Ray 

Francis Roderick 

Carolyn Scott 

Sarah J. Terrill 

Beamce Violene 

Virgil Voter 

Leroy Woodman 

74 Nichols Street 
Androscoggn, Maine 04240 

P.O. Box 4 
Camel. Maine 04419 

74 Fellom Strect 
South Portland. Maine 04103 

16 14 County Road 
Milford, Maine 04161 

15 Pinehurst Street 
Augusta. Mainc 04330 

120 South Street 
Dover-Foxcroft. Maine 

P.O. Box 53 
Peru. Maine 04290 

326 Holley Road 
Farmington. Maine 



ATTACHMENT M 



-c . . .  .. . .  

Decanba 9,2002 

Pam Wolfe 
445 12a St. sw 
Washington, DC 20554 

Business Options, I n c  
8380 Loui!iana streel 

Merrilhrille.Idiana464104312 

Dear hlr. Wolfe: 

I am faxing the responses as you requested. We will bc sending over rhe state complainrs 
as soon as we receive them. 

lfyou haking questions, comments or concerns. please contact me at 219-756-5320 

Respectfully, 

, &OiM..&?e Shannon Denme 

. 

Dir. Of Corporare m a i n  



Business Options Responses 

.- 
. 1. Bruirw Options was incorporated in the State of Illinois on March IS. 1992. 

lltecompanyisprivadyheld and docs not own any propaty m any sate. 
owners, Directon and officers. 

KunisKimzel 70% owner ResidedCOB 
IcefinmKintal 28% owner SecretaryfTrcasuralDirenor 

,.r ., . 

.. 

2. Certificate of Authority 5om the Sate of nlinojs is anachcd 

3. During this period no one representing BO1 has changed the preferred camer as 
specified in the complaints in Attachment A. 

4. The telemarketing sales script along with instructions to tclcmvketers are 
attached. 

5. During this~time period there was a day shift and a night shift. Each shift had 
approximately 40 employees and had 3 managers. .MI of these employees were 
Business Options employees. 

6,Telemarketers are monitored daily. However. individuals are not notified when 
they will be monitored. Please see attached letter from :he Vice President of 
Administration for our policy on employees failing to adhere to BO1 policies and 
procedures. Also included is the Policy Letter dated October 3.2902 

For questions 7-1 1 please see anached letter from I? of Administration 



(icne Chiil 
V i a  Raident of Admim*lrpiQ 

Buzz Telecom 
83811I)lJXkShlStlWl 

MrrlMkIN 46410 
91s) 

4DemnbarZMz 

TowhomltMayconcCm: 

As the renior employee OMI all H u m  R e ~ x l r r e  mallee at Bun Telemm. I am happy to fwward me answe~ to 
questions as of our legd department by the FCC. 

Q u s ~ l j ~ n  7: I do have only one sin@ such instance of h e  misrepresentation dexrlbed in ttds pcnnl. and lhis ocwned 
ow iiw, rnonlhs ago. Our tape auditor caught mis example and it did not mil in a sak. I have 110 means by which I 

instance dependfng M haw fla~rant wwld result In unmediate suspension or termination. 

mueslion 8: I have nrviewed no SM emples as desnibed in this question. 

Question 9: Our telenwketws alert the customer that the verifiers are there Io assure that the representative IS doing 
their pb cmw3ly; I haw, seen M examples where it is suggested the r e p  job would be lost based on the verification 
wtmme. 

Question 11: We terminated a M s w  Gristom in May, x102, for violations that most closely appmxitnate what is 
described in your questionnaire. ihis woman in tact sought to be rehired in late October but this was *lined. 

&eve Ihe dDcument~ related to mu situation as I don't recall even me representative involved. Any such 
. .  

Wannly 

Gene Chill 
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BUSINESS OPTIONS, INC., A DOXESTIC 
CORPORATION, 8 ,  
1993, APPEARS TO RAVE COMPLIED WITH ALL THE PROVISIONS OF THE 
BUSINESS CORPORATION ACT OF THIS STATE RELATING TO TEE FILING OF 
ANNUAL REPORTS AND PAYMENT OF FRANCHISE TAXES, ZLND AS OF THIS DATE. IS IN GOOD STANDING AS A DOMESTIC CORPORATION I1T TH- STATE OF 

INCORPORATED UNDER THE LAWS OF THIS STATE MARCH 

I L L I ~ ~ I ~ " * t * * * * " * f * * * * f f f * f t f f * * * * * f t f ~ ~ * ~ * *  ++*r+e* 

I ' ?P.LL G ,  PATE 

. -  .. . 

. .  ..... .- . .  

.t 

FOI:OI z o  G O  ==a 



. 
POLICY LETTER 
BUZZTELECOM ~ - . 

Novaobu 1,19931 .L. 

October 11, ZOOOR 

.- . ~. ~. ~. . .. 

- .. . . . * . . . ~  
. August4.19951 . .  .. . . 
October 3,2002 

All s.*r 
All Execs 
Qd Division 
Delivery Division 

"Our Relationship With Long Distance 
Carriers and Local Exchange Carriers" 

W e  at BUZZ Telecom are not agents of ATBT, Illinois Bell, Ameritcch, Verizon or any or other 
long distance or local exchange cmier. B u  Telecom is a switch less long distance carrier with 
it's own license and tariffed products IO market. We are not contracted by any carriers to do this 
for them. 

Any misrepresentation by a BUZZ Telecom employee that wc arc agcnts or part of a major or 
local carrier (AT&T, Sprint, MCI, LCI, Verkon, Amcritech. etc.) is cause for immediate 
dismissal. 

Any misrepresentation endangers our company and thus the livelihood of ever); employee of the 
company. DO NOT take it lightly. If you vitness any misrepresentation, rcport it irnmcdiately. 
It could very well be your own job and paycheck rhat you are saving. 

~. 

. .,.. 
, .  

~. .. 
. .  . .  . .  

Employee uTites "I have read and understand thls P u l i q  Lsrrer" 

Employec's Signature Dare 

- 
U:itness Signmire Dare 

William Brzycki 
Vice President of Administration 

For and approved by the 
Chairman of the Board 



. .  
.. ~. POLICY LETTER 

“STANDARD SALES PITCH” 

. -  -. 
US Bell has been in business nearly ten years. We have experimented with man): sales 
pitches over that time and mated a sales pitch that produces new customers. Thc 
quantity and quality of orders produced are escellent. When sales Reps stan changing the 
sales pitch, the following happens: 

They knowingly or unknowingly give the customer incorrect information; 
0 Xew a d o r  low producing Sales Rcps nan saying the same or similar things; 
0 The ratio of orders to verified orders (“submit percentage”) decreases; 

Cancels after a month increaser 
0 Customer Service refunds increase; 

Legal complaints increase; 
Legal expenses are incurred; 

0 And sometimes we are asked IO not sell in a certain state. 

,/: 

j.: . 

For these reason, US Bell will hereafter have only one sales pitch that all Reps will use. 
This pitch will be referre: :o as the “Standard Sales Pitch”. Additionally. the objection 
handlings attached are the only approved handlings. If a Rep believes the script or the 
objection handlings can be improved. they may submit in writing a request IO thc COB 
via Execurive Collncil to have their irnprovema;s :zvic.x;.- CSL- COB may approve 
rhe script to be changed. 

The approved Standard Sales Pitch and Standard Objection Handlings are signed and 
distributed Sales Directives. 

, .  . .  
, 

Kunis Kintzel 
COB 

Written for and approved by the Executive 
Council and Chairman of the Board 



Standard Sales Pitch 
*lr1114= 

May 15, t a r  

Hello. may I please sped with the penon in charge of the telephone bill, Mr./Mn. -? 

Hi, how are you today7 (Oncmpt 10 gU In eo-nicdon wifh the evnomcr here on 
ucb]em other fhon telecommuniclcorionr) 

My name is and I am calling from Business Options to inform you that you 
rue qualified to receive the Super Saver. The Supenaver may S(LVC you 25% - 50% on 
your long distance calls. YOU were selected for the savings because customers in your 
area have an cxce1le;lt record with our company. 

The Supersaver will lower your Stale to State rates down to 5.9 cents per minutes 21 hours 
Der day, 7 days per week. The Business Option$ Supersaver is GUARANTEED to be 
one of rhe lowest rates in the telecommunications industry, especially compared to the 
10-15 cents per minute you might be paying. Also. instead of paying almost $10 00 in 
your monthly service fee like many people in the country, the Supersaver is only S4.9C 
/month 

In order to receive the savings, what will simply happen is that Bxiness Options will be 
handling all your long &stance calls, including your local long &stance calls. You will 
only have one phone bill for your local and long distance calls because we utilize y o u  
bcal telephone company for billing. 

W'il! you be available in the ncn 15-20 minutes* The reason I esk is. a verifier wi l l  5e 
9v:ng you a quck call to venf! t?ar you 2-e g1ir.g Busir,ess 0p:ions pemiss:on to  

inange the long distance for i - - - - - - - - They wi l l  also make s u e  rha: yoc 
czderstand that Business Options 1s no: y 3 x  local phone cornpmy, you undersad the: 
.oc are y a m t e e d  to rexive 5 F c:m per rn:nc:e on y o u  srate to s a t ?  d ! s ,  and tna: 
you: monthly fee will only be $4 90, okay? 

Now when they cal!, they are not perrained to a1swer any  questions 
2r.y qccsrions for me? 

Ohay, congratulations on being select-$ fc: the Business Options Supersave: and  1 hop: 
~ O L  enjoy the savings 

So, do you h a \ e  

.. .23mna Xeillo 
3 1 - e m r  of S a l t s  Traimng 



The Business Options Supersaver 
Objection Handlings 

April 26,2002 revised 

I am not interested.. . 
- 

I understand how you fed, most people caU wanting you IO spend money. I'm 
caliiig to show you how you can save money. Back ro pirch.. . 
If I could show you how to save money every month, thcn would you be 
interested? Back to pitch.. . 
I understand char you are very busy, if you could give me 2 minutes I can $how 
vou how to save money. Back ro pirch.. . 

Who is Business Options? 
1 am glad you asked, Business Options is a naribnwide phone company. R'e have 
provided over I h  million customers with service over the past ten years. Buck ro 
pifch ... 
We are a nationwide telephone company thar provides sav inp  to small businesses 
and we are now also passing those same savings to residential customers like you. 
Back ropitch ... 
We are a national phone company h a t  for the past ten years has saved over 1.5 
million customers money on their phone bill. Back ro pirch ... 

,/-. I pay less per minute.. . . 

* 
How many average phone calls do you make per month? 
What kind of rime restrictions do you have' Back ropitch..  . 
What is your monthly service feel Back fo pitch.. . 
n'hat  are your state-to-state rates- Back ropirch ... 

7 ., 

.. .. i .. 

I don't have a monthly service fee ... 
Whar is your price per minute? 

I don't make any long distance calls.. . . Do you have friends or iamily I;\ inf a u s i i r  y a w  st;lic' Bocl- ro p i r r f ~ . .  . 
Do you call other iowns or cines in your own st;l:t.'l Back 10 p i x , ? .  .. 
Do you know whar your currenil! payx: ior nonthl!. is:visc' h c k  ru pitrh.. - 

Arc vou a tclemarketer? - 
I am a professional chair sitter. Back ropirch ... 
I am a professional sales representatne Back ro pirch..  . 


